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Third wave of the information age…

Usability
2000  

Software
1990

Hardware
1980
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A shift to self-service…

Pay parking ticket

Pay taxes

Renew license
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But citizen-centered design is hard…

If you designed it, you know how
it works…

Designers Know Too Much



5

But citizen-centered design is hard…

If you designed it, you know how
it works…

Designers Know Too Much



6

But citizen-centered design is hard…

If you designed it, you know how
it works…

Designers Know Too Much Users Think Differently
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How do you do it efficiently?

Or
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Stakeholder Interviews and Vision Statement

Objectives
Sites should

• Be citizen focused

• Support agency goals

• Be produced cost-effectively

• Leverage resources across the state

• Reduce agency effort

Underlying Concerns

• Limited enterprise attitude

• Internal focus

• Inflexible standards

• Lack of tools

• Limited of citizen-centered design skills

• Current efforts are piecemeal
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Expert Review and Usability Testing

Primary Challenges
• Navigation and information structure do

not support citizens’ tasks
In other words…

Where is it? How do I get there?
Where am I now? How did I get here?
How do I get back to where I was?

• Visual design is not used effectively and
is distracting
In other words…

What can I do? Where do I start?
Where am I supposed to look?
What are they trying to tell me?
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So NOW what?

• Develop a cohesive identity system

• Tactical redesign of California Portal

• Templates and standards

• Customized tools

• Redesigns key sites

• Socialize usability / citizen-centered design

• Training



11

Identity System

• The logo serves as landmark indicating that this is an official California government site
• Logos present an identity that conveys the State’s brand pillars
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Identity System
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Identity System - Banners

• Banners create interest and reinforce the California ‘brand’
• Should convey meaning
• Should be flexible and extensible
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Tactical Redesign of California Portal

• Fresh look & feel

• Applies usability best-practices
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Methodology
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Templates and Standards

Flexible, modular templates for varied design environments, interactive visual style guide with a
graphics library
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Customized Tools
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Training and Mentoring

Leader

CollaboratorSupport

Jr. CollaboratorMentor

ApprenticeTrainer

LearnerLeader

CaliforniaHFI

Supporting
Institutionalization
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Ideal e-Services Team

Usability Specialists

• User-needs Researchers

• Information Architects

• Interaction Designers

• Evaluation & Analytics

Specialists

Communications

Specialists /

Content Developers

Accessibility
Experts

Technical
Implementers

Visual
Designers

Security &
Privacy
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What does California get out of it?

For the government
• Cohesive California government

identity

• Reduced effort in support

• Flexible, extensible standards and
templates

• Citizen-centered resources/tools

• Trained e-services employees

• Sustainable process

• Cost savings through centralization

• Measurable success

• Satisfied citizens

For the citizens
• Service-oriented government

• Easy to use designs

• Self-service opportunities

• Consistent e-Gov experience

• Customer satisfaction

• Increased public trust & confidence
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Thank You!

HFI - Main Office 
410 West Lowe
Fairfield, IA 52556 
Phone: (800) 242-4480
(641) 472-4480 
Fax: (641) 472-5412
E-mail: hfi@humanfactors.com

HFI - Boston, MA
1050 Waltham Street, 
Suite 410 Lexington, MA 02421
Phone: (781) 860-7200 
Fax: (781) 860-7979

HFI - San Francisco, CA
235 Montgomery Street
Suite 810
San Francisco, CA 94104
Phone: (415) 765-0962
Fax: (415) 765-0961 

HFI – Baltimore, MD
1720 Thames Street
Baltimore, MD 21231
Phone: (410) 327-1012 / 1013
Fax : (410) 327-1014
E-mail: baltimore@humanfactors.com

HFI – London, UK
Winchester House
259-269 Old Marylebone Road
London NW1 5RA UK
Tel +44 (0) 20 7170 4164
Fax +44 (0) 20 7170 4161

HFI – Mumbai, India
Chemtex House, 4th Floor
Main street, Hiranandani Gardens
Powai, Mumbai - 400 076
Phone: 91 (22) 2570 8464/65/66
Fax: 91 (22) 2570 8468 


